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First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.
Cells displayed show the number of incidents resolved on first contact during the reporting period.

Top Number - Total Incidents
Bottom Number - First Contact Resolution

Customer Company High Low Medium FCR Total
Natural Resources 1 251 21 273
0 93 3 96
Customer Company Total 1 251 21 273
0 93 3 96
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Missed Initial Response

Missed initial response tracks DTS’ efforts to respond to customer incidents in accordance with enterprise standards .

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock minutes.

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Inital Response

Customer Company High Low Medium MIR Total
Natural Resources 1 251 21 273
0 45 4 49
Customer Company Total 1 251 21 273
0 45 4 49
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Average Time To Initial Response

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards .

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock hour minutes.

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Top Number - Total Incidents
Bottom Number -Average time in hours

Customer Company High Low Medium ATTIR Total
Natural Resources 1 251 21 273
0.38 0.61 0.55 0.61
Customer Company Total 1 251 21 273
0.38 0.61 0.55 0.61
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Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Resolution

Customer Company High Low Medium MR Total
Natural Resources 1 251 21 273
0 30 2 32
Customer Company Total 1 251 21 273
0 30 2 32
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Average Time To Resolution

Average time to resolution tracks DTS’ efforts to resolve customer incidents based upon established enterprise standards .

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Top Number - Total Incidents
Bottom Number - Average time in hours

Customer Company High Low Medium ATTR Total
Natural Resources 1 251 21 273
1.03 3.91 1.36 3.70
Customer Company Total 1 251 21 273
1.03 3.91 1.36 3.70
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Detail
INC000000241222  Paula Dupin-Zahn Wireless Connectivity Error None TIR Missed: Yes TIR: 1.07
Campus Networking Jordy Davis Natural Resources Low Closed TTR Missed: Yes TTR: 186.59
INC000000247176 Richard Emerson Application Reporting None TIR Missed: Yes TIR: 3.44
Metro D Desktop Support Paul Gedge Natural Resources Low Resolved  TTR Missed: Yes TTR: 98.60
INC000000253670 Richard Emerson PC/Laptop Hardware None TIR Missed: No TIR: 0.66
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved  TTR Missed: Yes TTR: 24.89
INC000000254451 Lyle Summers Application Reporting None TIR Missed: No TIR: 0.33
Metro D Hosting Shawn Goble Natural Resources Low Closed TTR Missed: No  TTR: 0.33
INC000000254824  Chris Tallackson Application None BlackBerry Configuration TIR Missed: No TIR: 0.00
Help Desk Eileen Dubach Natural Resources Low Closed TTR Missed: No  TTR: 0.49
INC000000255058  Dan Christensen None None None TIR Missed: No TIR: 0.24
Metro D North Desktop Support  Jon Vanderwood Natural Resources Medium Closed TTR Missed: No  TTR: 0.24
INC000000255118 Roddy Pirouznia PC/Laptop Error None TIR Missed: No TIR: 0.45
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: Yes TTR: 16.24
INC000000255417  Dan Christensen Network Incident None TIR Missed: No TIR: 0.67
Metro D North Desktop Support ~ Jon Vanderwood Natural Resources Low Closed TTR Missed: No  TTR: 0.67
INC000000255470  Steve Bowman Application Error None TIR Missed: Yes TIR: 1.18
Metro D Hosting Andre Musgrow Natural Resources Low Closed TTR Missed: No  TTR: 4.94
INC000000255593  Lisa Brown Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 4.52
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: Yes TTR: 36.27
INC000000255915 Mary Peterson Application Password Utah Master Directory TIR Missed: Yes TIR: 1.93
Help Desk Vicky Marrelli Natural Resources Low Closed TTR Missed: No  TTR: 2.27
INC000000255920 Bob Hanover Application Reporting None TIR Missed: No TIR: 0.38
Metro D Help Desk Dusty Serr Natural Resources Low Closed TTR Missed: Yes TTR: 7.63
INC000000255926 Mike Ottenbacher Application Reporting Novell GroupWise TIR Missed: No TIR: 0.35
Rural South Desktop Support Ryan Bennett Natural Resources Low Resolved TTR Missed: No  TTR: 0.96
INC000000256066 Danielle Mills PC/Laptop Hardware None TIR Missed: No TIR: 0.14
Rural South Desktop Support Lane Adams Natural Resources Low Closed TTR Missed: No  TTR: 0.14
INC000000256093 Roddy Pirouznia Network Password Novell Client for 32-bit Windows TIR Missed: No TIR: 0.44
Metro D Help Desk Jed Patrick Natural Resources Low Closed TTR Missed: No  TTR: 0.44
INC000000256118 Justin Shannon Network Password Novell Client for 32-bit Windows TIR Missed: Yes TIR: 1.47
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 1.47
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INC000000256127  Ann Evans Server None None TIR Missed: No TIR: 0.06
Security Bart Grant Natural Resources Low Closed TTR Missed: No  TTR: 1.14
INC000000256145  Jenny Zickgraf Network Incident Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.36
Campus Networking Jordy Davis Natural Resources Medium Closed TTR Missed: No  TTR: 219
INC000000256165  Vicki Unander Application Error ZENworks for Desktops TIR Missed: Yes TIR: 1.07
Metro D Desktop Support Denise Wardle Natural Resources Medium Closed TTR Missed: Yes TTR: 4.05
INC000000256178  Amelia Bingham Telecom None None TIR Missed: No TIR: 0.61
Voice Operations Annette Nielsen Natural Resources Low Closed TTR Missed: No  TTR: 0.64
INC000000256223 Dale Bartholomew Application Reporting ZENworks for Desktops TIR Missed: No TIR: 0.51
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 1.47
INC000000256359  Lyle Summers Application Error Utah Master Directory TIR Missed: No TIR: 0.00
Help Desk Vicky Marrelli Natural Resources Low Closed TTR Missed: Yes TTR: 8.08
INC000000256381 Laurie Stickler PC/Laptop Performance None TIR Missed: No TIR: 0.63
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 1.41
INC000000256420 Roddy Pirouznia None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000256510 Connie Shipman None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000256529 Rich Hansen None None None TIR Missed: No TIR: 0.00
Network Operations Brian Chatwin Natural Resources Low Closed TTR Missed: No  TTR:
INC000000256649 Dave Cole Network Password None TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000256721 Daron Haddock PC/Laptop Error None TIR Missed: No TIR: 0.91
Metro D Desktop Support Paul Gedge Natural Resources Low Resolved TTR Missed: Yes TTR: 30.53
INC000000256800 Dennis Strong None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Paul Gedge Natural Resources Low Resolved TTR Missed: Yes TTR: 29.41
INC000000256869 Bob Hanover Application None Utah Master Directory TIR Missed: No TIR: 0.00
Help Desk Eileen Dubach Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000256894  Cathryn Smith Telecom Call/Receive None TIR Missed: No TIR: 0.09
Voice Operations Annette Nielsen Natural Resources Low Closed TTR Missed: No  TTR: 0.19
INC000000256902 Dan Barnhurst PC/Laptop Error None TIR Missed: No TIR: 0.00
Rural Central Desktop Support Jay Barfuss Natural Resources Low Closed TTR Missed: No  TTR: 0.33
INC000000256945 Camron Petersen PC/Laptop Virus None TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 0.00
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INC000000256969 Hollie Brown PC/Laptop Performance None TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000257032  Steve Bowman None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000257041 Gavin McGregor None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Paul Gedge Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000257124  James Owen Application Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Help Desk Vicky Marrelli Natural Resources Low Closed TTR Missed: No  TTR: 0.46
INC000000257191 Bob Walters Network Password Systm Microsoft Windows XP PI TIR Missed: Yes TIR: 1.19
Metro D Desktop Support Denise Wardle Natural Resources Medium Closed TTR Missed: No  TTR: 1.19
INC000000257385  Diana Vos None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 3.33
INC000000257509 Evan Freeman PC/Laptop Hardware None TIR Missed: Yes TIR: 3.53
Rural Central Desktop Support Rod Montoya Natural Resources Low Closed TTR Missed: No  TTR: 5.88
INC000000257610  Alison McCluskey Application Error PGP TIR Missed: Yes TIR: 1.64
Rural South Desktop Support Cheri Oldham Natural Resources Low Closed TTR Missed: No  TTR: 2.84
INC000000257730 Michael Slater Application Reporting Symantec AntiVirus TIR Missed: No TIR: 0.00
Rural Central Desktop Support Rod Montoya Natural Resources Low Closed TTR Missed: No  TTR: 0.05
INC000000257746  James Lowe Network Password Novell Client for 32-bit Windows TIR Missed: Yes TIR: 1.01
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 1.01
INC000000257774 Diana Vos PC/Laptop Performance None TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000257833  Tracy Wing Print/Copy/Scan/Fax Incident None TIR Missed: No TIR: 0.00
Metro D North Desktop Support  Lori Hartzell Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000257842 Randy Wood PC/Laptop Error Novell Client for 32-bit Windows TIR Missed: No TIR: 0.00
Metro D North Desktop Support  Lori Hartzell Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000257888 Michele Racker Application Reporting ZENworks for Desktops TIR Missed: No TIR: 0.22
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 1.72
INC000000257938  Ashley Green Telecom Hardware None TIR Missed: No TIR: 0.12
Voice/Data/WAN Services Spencer Blodgett Natural Resources Low Closed TTR Missed: No  TTR: 0.21
INC000000257966  Michael Slater PC/Laptop Password None TIR Missed: No TIR: 0.78
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 0.78
INC000000258022  Julie Carter Network Error Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Closed TTR Missed: No  TTR: 0.00
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INC000000258028 Don Wiley Network Password Novell Client for 32-bit Windows TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000258077  Lynn Kunzler Application Reporting Cisco AnyConnect VPN Client TIR Missed: No TIR: 0.51
Metro D Desktop Support Paul Gedge Natural Resources Low Closed TTR Missed: No  TTR: 1.57
INC000000258094  Gordon Nelson None None None TIR Missed: No TIR: 0.00
Network Operations Brian Chatwin Natural Resources Low Closed TTR Missed: No  TTR:
INC000000258096 Daniel Clark Mobile Devices Error BlackBerry Enterprise Server TIR Missed: No  TIR: 0.59
Help Desk Sarah Johnson Natural Resources Low Closed TTR Missed: No  TTR: 0.80
INC000000258176  Dave Cole Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000258282  Judi Tutorow Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000258374  Krissy Wilson Application Error ZENworks for Desktops TIR Missed: No TIR: 0.64
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 0.64
INC000000258441 Danny Summers None None None TIR Missed: No  TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000258537 Ben Wolford Application SSL Certificate Mozilla Firefox TIR Missed: No TIR: 0.00
Rural Central Desktop Support Jay Barfuss Natural Resources Low Closed TTR Missed: No  TTR: 0.46
INC000000258540  Lyle Summers Network Incident Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.14
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 0.81
INC000000258672 Dave Stobart None None None TIR Missed: No  TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000258696  Lyle Summers Network Error Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Help Desk Vicky Marrelli Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000258698  James Greer Server Error None TIR Missed: No TIR: 0.38
Metro D Hosting Shawn Goble Natural Resources High Closed TTR Missed: No  TTR: 1.03
INC000000258710  Lyle Summers Network Incident Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.97
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: Yes TTR: 30.21
INC000000258725  Myshele Sorensen Application Error State Payroll Time Entry Systerr TIR Missed: No  TIR: 0.00
Help Desk Vicky Marrelli Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000258812  Shauna Crowther None None None TIR Missed: Yes TIR: 2.25
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 5.59
INC000000258813  Jackie Watson None None None TIR Missed: Yes TIR: 1.62
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: Yes TTR: 16.71

Page 377 of 697



Enterprise Incident Report February 2011

|Natura| Resources I

As of 3/1/2011

INC000000258825  Walt Donaldson Application Reporting Novell Client for 32-bit Windows TIR Missed: Yes TIR: 5.63
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 5.63
INC000000258891 Ryan Mosley Network None Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.73
Network Operations Brant Davis Natural Resources Medium Closed TTR Missed: No  TTR: 1.93
INC000000258982  Jason L Jones Application Error ZENworks for Desktops TIR Missed: Yes TIR: 4.35
Metro D Desktop Support Denise Wardle Natural Resources Medium Resolved TTR Missed: Yes TTR: 4.35
INC000000259117 Deborah Boren None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000259242  Annette Christensen None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000259245  Kent Goble None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000259327  Diana Vos Print/Copy/Scan/Fax Incident None TIR Missed: No TIR: 0.71
Metro D Desktop Support Paul Gedge Natural Resources Low Resolved TTR Missed: Yes TTR: 28.66
INC000000259332  Shauna Crowther Storage Stand Alone None TIR Missed: Yes TIR: 1.19
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 1.19
INC000000259390 Becky Johnson None None None TIR Missed: No TIR: 0.00
Help Desk Brenda Treadway Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000259418 Christine Wilkerson Application Error None TIR Missed: Yes TIR: 2.63
Metro D Desktop Support Paul Gedge Natural Resources Low Resolved TTR Missed: Yes TTR: 76.20
INC000000259540  Craig Hunt Mobile Devices Error BlackBerry Configuration TIR Missed: No TIR: 0.29
Help Desk Sarah Johnson Natural Resources Low Closed TTR Missed: No  TTR: 1.41
INC000000259621 Nicole Dennison PC/Laptop Virus None TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 0.28
INC000000259656 Brent Hatch PC/Laptop Virus None TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000259660  Jim L Stephens Network None None TIR Missed: Yes TIR: 2.53
Metro D Desktop Support Paul Gedge Natural Resources Low Closed TTR Missed: Yes TTR: 13.22
INC000000259667  Justin Robinson Application None None TIR Missed: No TIR: 0.64
Rural Central Desktop Support Todd Hardy Natural Resources Low Closed TTR Missed: No  TTR: 0.64
INC000000259679  Tonya Kieffer None None None TIR Missed: No TIR: 0.81
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 2.04
INC000000259717  Jordan Nielson PC/Laptop Hardware None TIR Missed: No TIR: 0.00
Rural Central Desktop Support Rod Montoya Natural Resources Low Closed TTR Missed: No  TTR: 0.16
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INC000000259727  Tonya Kieffer PC/Laptop Error Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Rural Central Desktop Support Rod Montoya Natural Resources Medium Closed TTR Missed: No  TTR: 0.09
INC000000259742  Diana Vos PC/Laptop Password None TIR Missed: Yes TIR: 1.51
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 4.81
INC000000259900 Rachel Medina Network Password Novell Client for 32-bit Windows TIR Missed: Yes TIR: 1.04
Metro D Help Desk Jed Patrick Natural Resources Low Closed TTR Missed: No  TTR: 1.04
INC000000259951 Julie Carter None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000259970 Holly Betteridge Application Reporting ZENworks for Desktops TIR Missed: No TIR: 0.46
Metro D Desktop Support Paul Gedge Natural Resources Low Closed TTR Missed: No  TTR: 3.30
INC000000260169  Gary Peck Network Error None TIR Missed: No TIR: 0.58
Metro C Desktop Support Troy Buchanan Natural Resources Low Closed TTR Missed: No  TTR: 1.94
INC000000260187 Becky Johnson None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000260213 Dan Christensen None None None TIR Missed: No TIR: 0.73
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: Yes TTR: 17.86
INC000000260301 Blanche Smith Application Error None TIR Missed: No TIR: 0.19
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 5.59
INC000000260466  Torrey Christophersen PC/Laptop Error Microsoft Windows XP Professic TIR Missed: No  TIR: 0.00
Rural Central Desktop Support Jay Barfuss Natural Resources Low Closed TTR Missed: No  TTR: 0.12
INC000000260475 Dennis L Sorensen PC/Laptop Hardware None TIR Missed: No TIR: 0.00
Rural Central Desktop Support Jay Barfuss Natural Resources Low Closed TTR Missed: No  TTR: 0.06
INC000000260573  Wade Paskett Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000260867 Nathan Barrons Network Error Novell Client for 32-bit Windows TIR Missed: No TIR: 0.00
Help Desk Vicky Marrelli Natural Resources Low Closed TTR Missed: No  TTR: 0.78
INC000000260903 Peter Brinton Application Error ZENworks for Desktops TIR Missed: No TIR: 0.57
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: Yes TTR: 7.24
INC000000260912 Nathan Barrons Network Error Novell Client for 32-bit Windows TIR Missed: No TIR: 0.31
Metro C Desktop Support Troy Buchanan Natural Resources Low Closed TTR Missed: No  TTR: 3.24
INC000000260962  Kevin Wells None None None TIR Missed: No TIR: 0.97
Security Bart Grant Natural Resources Low Closed TTR Missed: No  TTR: 1.23
INC000000260972  Nicole Dennison Application Error None TIR Missed: No TIR: 0.07
Metro D Desktop Support Denise Wardle Natural Resources Medium Closed TTR Missed: No  TTR: 0.07
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INC000000260974  Nicole Dennison None None None TIR Missed: No TIR: 0.02
Metro D Desktop Support Paul Gedge Natural Resources Low Closed TTR Missed: Yes TTR: 8.36
INC000000260999  Connie Shipman Network Performance None TIR Missed: No TIR: 0.43
Metro D Help Desk Dusty Serr Natural Resources Medium Closed TTR Missed: No  TTR: 0.46
INC000000261002  Laurie Stickler Network Error None TIR Missed: No TIR: 0.49
Metro D Help Desk Dusty Serr Natural Resources Medium Closed TTR Missed: No  TTR: 0.49
INC000000261025  Brent Stettler Application Error Novell GroupWise 32-bit Windo TIR Missed: No  TIR: 0.00
Rural South Desktop Support Lane Adams Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000261052  Connie Shipman None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000261053  Odair De Oliveira PC/Laptop Performance Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.10
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 5.35
INC000000261102 Ben Sutter PC/Laptop Error None TIR Missed: No TIR: 0.80
Metro D North Desktop Support  Lori Hartzell Natural Resources Low Closed TTR Missed: No  TTR: 0.80
INC000000261294  Teri Akiyama Application Password Remedy Asset Management TIR Missed: No TIR: 0.00
Help Desk Eileen Dubach Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000261398  Jamie Harsh Mobile Devices Error BlackBerry Configuration TIR Missed: No  TIR: 0.20
Help Desk Sarah Johnson Natural Resources Low Closed TTR Missed: No  TTR: 1.48
INC000000261459  Jordan Nielson Application Password Novell Client for 32-bit Windows TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000261468 Randy Berger PC/Laptop Performance None TIR Missed: No TIR: 0.00
Metro D North Desktop Support  Robert Stock Natural Resources Low Closed TTR Missed: No  TTR: 4.06
INC000000261555 Brad Adkins None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000261750 Rudy Sandoval None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000261863  Ted smith None None None TIR Missed: Yes TIR: 6.45
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: Yes TTR: 6.45
INC000000261870  Ted smith None None None TIR Missed: Yes TIR: 6.45
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: Yes TTR: 7.38
INC000000261927  Nathan Barrons Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Help Desk Vicky Marrelli Natural Resources Low Closed TTR Missed: No  TTR: 0.03
INC000000261944  Greg E Williams Application Error ZENworks for Desktops TIR Missed: No TIR: 0.30
Metro D Help Desk Jed Patrick Natural Resources Low Closed TTR Missed: No  TTR: 0.30
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INC000000262014  Vickie Southwick Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 2.50
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 2.50
INC000000262059  Chris Tallackson None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000262216 Benjamin Howe Application Reporting None TIR Missed: No TIR: 0.28
Capitol Hosting Matt Dunlap Natural Resources Low Closed TTR Missed: No  TTR: 0.79
INC000000262372  Jill Marriott PC/Laptop Error None TIR Missed: Yes TIR: 2.34
Metro D Desktop Support Paul Gedge Natural Resources Low Resolved  TTR Missed: Yes TTR: 6.42
INC000000262495  Wade Paskett Application None Microsoft Office Word Viewer  TIR Missed: Yes TIR: 1.05
Rural South Desktop Support Lane Adams Natural Resources Low Resolved TTR Missed: No  TTR: 1.15
INC000000262676  Julie Carter None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000262883  Vicki Unander None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000262903  Lindy Higham None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000263093  Steve Bowman Telecom Voice Mail None TIR Missed: No TIR: 0.10
Voice Operations Annette Nielsen Natural Resources Low Closed TTR Missed: No  TTR: 0.14
INC000000263105  Carolyn Williams Telecom Feature None TIR Missed: No TIR: 0.35
Voice Operations Lois Schow Natural Resources Low Closed TTR Missed: No  TTR: 0.44
INC000000263157  Walid Sabbah Application Error ZENworks for Desktops TIR Missed: Yes TIR: 1.28
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 1.28
INC000000263183 PJ Abraham Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000263188  Staci Coons Application None BlackBerry Configuration TIR Missed: No TIR: 0.00
Help Desk Eileen Dubach Natural Resources Low Closed TTR Missed: No  TTR:
INC000000263230 Marsha Bentley Application None Novell GroupWise TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000263410  Terry Howick PC/Laptop Error ZENworks for Desktops TIR Missed: No TIR: 0.13
Metro D Desktop Support Denise Wardle Natural Resources Medium Closed TTR Missed: No  TTR: 3.07
INC000000263658  Bret Dixon Application None None TIR Missed: No TIR: 0.20
Application Services Martin Gonzalez Natural Resources Low Closed TTR Missed: No  TTR: 0.84
INC000000263763  Dianne Davis None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 0.00
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INC000000263794 Ty Hunter Application Reporting OpenOffice.org TIR Missed: No TIR: 0.00
Rural Central Desktop Support Rod Montoya Natural Resources Low Closed TTR Missed: No  TTR: 0.07
INC000000263980  Steve Bowman Telecom Voice Mail None TIR Missed: No TIR: 0.13
Voice Operations Annette Nielsen Natural Resources Low Closed TTR Missed: No  TTR: 0.29
INC000000264066  Gavin McGregor None None None TIR Missed: Yes TIR: 2.07
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: Yes TTR: 718
INC000000264069  Carol Daniels None None None TIR Missed: Yes TIR: 212
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 2.31
INC000000264100  Therese Meyer None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000264101 Doug Lukes None None None TIR Missed: No TIR: 0.00
Network Operations Brian Chatwin Natural Resources Low Resolved TTR Missed: No  TTR:
INC000000264103  Eric Anderson PC/Laptop Error ZENworks for Desktops TIR Missed: No TIR: 0.21
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 1.85
INC000000264112  James Greer Mobile Devices Error BlackBerry Configuration TIR Missed: Yes TIR: 1.67
Help Desk Sarah Johnson Natural Resources Low Resolved TTR Missed: No  TTR: 2.77
INC000000264120 Daniel Clark None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 2.95
INC000000264128  George Oliver None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000264136  Jimi Gragg Application Password None TIR Missed: Yes TIR: 1.47
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 1.47
INC000000264140  Tyler Thompson PC/Laptop Performance None TIR Missed: No TIR: 0.36
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 1.42
INC000000264182 Mike Canning Network Password Novell Client for 32-bit Windows TIR Missed: No TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000264237  Vicki Unander Application Reporting Novell GroupWise TIR Missed: No TIR: 0.44
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No TTR: 2.63
INC000000264295 Blanche Smith Application Error None TIR Missed: No TIR: 0.61
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 5.64
INC000000264382 Lyle Summers Application Reporting Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: No TTR: 0.00
INC000000264389  Vickie Southwick Print/Copy/Scan/Fax Incident None TIR Missed: No TIR: 0.43
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 5.21
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INC000000264430  Carolina Roa Application Reporting ZENworks for Desktops TIR Missed: No TIR: 0.57
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 0.94
INC000000264445  Nathan Barrons Print/Copy/Scan/Fax Incident None TIR Missed: No TIR: 0.48
Metro C Desktop Support Troy Buchanan Natural Resources Low Resolved  TTR Missed: Yes TTR: 6.46
INC000000264460  John Rogers Network Incident None TIR Missed: Yes TIR: 1.50
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 1.50
INC000000264483  Sarah Lindsey PC/Laptop None None TIR Missed: No TIR: 0.46
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 0.46
INC000000264490  Vicky Clarke PC/Laptop Error None TIR Missed: Yes TIR: 6.73
Metro D Desktop Support Paul Gedge Natural Resources Low Resolved TTR Missed: Yes TTR: 6.73
INC000000264782 Kent Hersey Application Error ZENworks for Desktops TIR Missed: No TIR: 0.30
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 0.34
INC000000264788  Devin Christensen Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000264792 Blanche Smith None None None TIR Missed: No  TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000264799  Hillary White None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000264907 Stephanie Earls None None None TIR Missed: No TIR: 0.62
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 0.62
INC000000264957 Wade Hovinga Application None PGP TIR Missed: No TIR: 0.00
Metro B Help Desk Janet Hongsyvilay Natural Resources Low Resolved TTR Missed: No  TTR: 0.03
INC000000264962 Wade Hovinga Application None PGP TIR Missed: Yes TIR: 1.32
Rural South Desktop Support Joel Finlinson Natural Resources Low Resolved TTR Missed: No  TTR: 1.32
INC000000265023  Jason Allen Application Reporting Microsoft Windows XP Professic TIR Missed: No  TIR: 0.00
Rural Central Desktop Support Rod Montoya Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000265042 Boyde Blackwell Network Password Novell Client for 32-bit Windows TIR Missed: No TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No TTR: 0.00
INC000000265054  Sherry Childers Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000265055  Mike Long Network Incident None TIR Missed: No TIR: 0.25
Campus Networking Jordy Davis Natural Resources Medium Resolved TTR Missed: No TTR: 2.99
INC000000265071 Boyde Blackwell Application Reporting ZENworks for Desktops TIR Missed: No TIR: 0.00
Help Desk Vicky Marrelli Natural Resources Low Resolved TTR Missed: No  TTR: 0.03
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INC000000265153  Walid Sabbah Application Error ZENworks for Desktops TIR Missed: Yes TIR: 1.02
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved  TTR Missed: Yes TTR: 12.33
INC000000265210  Danielle Mills Application Error ZENworks for Desktops TIR Missed: No TIR: 0.63
Rural South Desktop Support Lane Adams Natural Resources Low Resolved TTR Missed: No  TTR: 0.63
INC000000265214  Stephanie Carney None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000265262  Bruce C Johnson PC/Laptop Performance None TIR Missed: Yes TIR: 5.97
Metro D North Desktop Support  Lori Hartzell Natural Resources Low Resolved TTR Missed: No  TTR: 5.97
INC000000265269  Julie Carter Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000265279  Emily Berry Application Reporting None TIR Missed: Yes TIR: 8.71
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: Yes TTR: 10.67
INC000000265284  Chris Evans PC/Laptop Performance None TIR Missed: Yes TIR: 1.13
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 1.13
INC000000265293 Brook Cox Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.15
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 0.42
INC000000265324  Jim N Davis PC/Laptop Error ZENworks for Desktops TIR Missed: No TIR: 0.52
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 0.52
INC000000265361 Dave Mann None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000265366  Tony Wright Application Reporting ZENworks for Desktops TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000265495 Marshall Robinson Application Password None TIR Missed: No TIR: 0.19
Metro D Hosting Andre Musgrow Natural Resources Low Resolved TTR Missed: No  TTR: 0.55
INC000000265496 Marshall Robinson Application Error None TIR Missed: Yes TIR: 8.20
Metro D Desktop Support Paul Gedge Natural Resources Low Resolved TTR Missed: Yes TTR: 8.20
INC000000265501 Geoff McNaughton Application Error None TIR Missed: No TIR: 0.28
Security Bart Grant Natural Resources Low Resolved TTR Missed: No  TTR: 0.74
INC000000265675  Alan Ward Application Error None TIR Missed: No TIR: 0.00
Rural Central Desktop Support Todd Hardy Natural Resources Medium Resolved TTR Missed: No  TTR: 3.19
INC000000265676  Mike McNaughtan Application Error None TIR Missed: No TIR: 0.00
Rural Central Desktop Support Todd Hardy Natural Resources Low Resolved TTR Missed: No  TTR: 3.18
INC000000265800  Rich Hansen None None None TIR Missed: No TIR: 0.00
Network Operations Brian Chatwin Natural Resources Low Resolved TTR Missed: No  TTR:
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INC000000265809 Bruce Strom None None None TIR Missed: No TIR: 0.00
Network Operations Brian Chatwin Natural Resources Low Resolved TTR Missed: No  TTR:
INC000000265835  Garn Birchell PC/Laptop Error Microsoft Windows XP Professic TIR Missed: No  TIR: 0.00
Rural Central Desktop Support Jay Barfuss Natural Resources Low Resolved TTR Missed: No  TTR: 0.07
INC000000265885  Carol Daniels Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000265924  David Rich Application Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Help Desk Vicky Marrelli Natural Resources Low Resolved TTR Missed: No  TTR: 0.17
INC000000265937  Aaron Farmer None None None TIR Missed: No TIR: 0.00
Rural South Desktop Support Doug Chaston Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000265939 Daniel Eddington Application Error ZENworks for Desktops TIR Missed: No TIR: 0.36
Rural South Desktop Support Lane Adams Natural Resources Low Resolved TTR Missed: No  TTR: 0.36
INC000000266114 Becky Johnson None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000266139 Stacy Shifflett PC/Laptop Virus None TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 1.89
INC000000266223  Carl Gramlich Application Reporting ZENworks for Desktops TIR Missed: No TIR: 0.43
Rural South Desktop Support Lane Adams Natural Resources Low Resolved TTR Missed: No  TTR: 0.45
INC000000266276 Dan Ames Application Password Utah Master Directory TIR Missed: No TIR: 0.58
Help Desk Vicky Marrelli Natural Resources Low Resolved TTR Missed: No  TTR: 1.20
INC000000266288 Keith Crumpton Print/Copy/Scan/Fax Incident None TIR Missed: No TIR: 0.47
Metro C Desktop Support Troy Buchanan Natural Resources Low Resolved TTR Missed: No  TTR: 2.73
INC000000266404  Pete Hess Application Error ZENworks for Desktops TIR Missed: No TIR: 0.00
Rural South Desktop Support Lane Adams Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000266421 Jennifer Biggs None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000266449 Michele Hodge PC/Laptop Error Microsoft Windows XP Professic TIR Missed: No  TIR: 0.00
Rural Central Desktop Support Jay Barfuss Natural Resources Low Resolved  TTR Missed: Yes TTR: 6.02
INC000000266453  Chris Tallackson Application Error Adobe Acrobat TIR Missed: Yes TIR: 2.77
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 2.77
INC000000266779  Jon Wikan Application Error Reserve America Campground | TIR Missed: No  TIR: 0.00
Rural South Desktop Support Ryan Bennett Natural Resources Low Resolved TTR Missed: No TTR: 0.00
INC000000266831 Todd Volkening Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
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INC000000266907  Gary Ogborn Application Error ZENworks for Desktops TIR Missed: No TIR: 0.20
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No  TTR: 0.20
INC000000266924  Justin Dolling PC/Laptop Error PGP TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved  TTR Missed: Yes TTR: 42.55
INC000000266948  Jason Jones PC/Laptop Hardware None TIR Missed: Yes TIR: 1.71
Metro D North Desktop Support  Kim Ratushniak Natural Resources Medium Resolved TTR Missed: No  TTR: 1.71
INC000000266966 Gertrudys Adkins Network Password Novell Client for 32-bit Windows TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000267002  William Chatwin PC/Laptop Performance None TIR Missed: Yes TIR: 1.41
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 1.41
INC000000267043  Zane Olsen Application Error Internet Explorer TIR Missed: No TIR: 0.36
Rural South Desktop Support Doug Chaston Natural Resources Low Resolved TTR Missed: No  TTR: 0.36
INC000000267085  Jenny Zickgraf Telecom None None TIR Missed: No TIR: 0.24
Help Desk Eileen Dubach Natural Resources Low Resolved TTR Missed: No  TTR: 0.24
INC000000267093  John Rogers Network Error None TIR Missed: Yes TIR: 2.29
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 2.29
INC000000267155  Tony Wright PC/Laptop Virus None TIR Missed: No TIR: 0.94
Rural South Desktop Support Lane Adams Natural Resources Low Resolved TTR Missed: No  TTR: 0.94
INC000000267223 Bruce C Johnson Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000267246  Gavin McGregor None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Paul Gedge Natural Resources Medium Resolved TTR Missed: No  TTR: 0.00
INC000000267412 Robert Fitts Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000267456 Paula Dupin-Zahn Mobile Devices Error None TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000267611 Chris Wilson Network Error None TIR Missed: No TIR: 0.00
Help Desk James Stearns Natural Resources Low Resolved TTR Missed: No  TTR: 0.24
INC000000267655 Tony Wood PC/Laptop Error None TIR Missed: No TIR: 0.14
Help Desk James Stearns Natural Resources Medium Resolved TTR Missed: No  TTR: 0.14
INC000000267691 Shane Freeman None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000267693  Rory Reynolds None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
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INC000000267756  Charity Gibson Application Error ZENworks for Desktops TIR Missed: No TIR: 0.00
Rural Central Desktop Support Rod Montoya Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000267758  Jenny Zickgraf Application Error Microsoft Windows 7 TIR Missed: No TIR: 0.00
Rural Central Desktop Support Rod Montoya Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000267856  Shane Freeman PC/Laptop Hardware None TIR Missed: Yes TIR: 2.92
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 2.94
INC000000267903  Craig Gerber Telecom None None TIR Missed: No TIR: 0.10
Voice Operations Annette Nielsen Natural Resources Medium Resolved TTR Missed: No  TTR: 0.24
INC000000267903  Craig Gerber Telecom None None TIR Missed: No TIR: 0.00
Voice Operations Annette Nielsen Natural Resources Medium Resolved TTR Missed: No  TTR: 0.24
INC000000267907  Davis Oatway None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000267910  Chris Wood Application None ZENworks for Desktops TIR Missed: No TIR: 0.00
Rural South Desktop Support Lane Adams Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000267914  Bill Bates Application None ZENworks for Desktops TIR Missed: No TIR: 0.00
Rural South Desktop Support Lane Adams Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000267917 Daniel Keller PC/Laptop Hardware None TIR Missed: No TIR: 0.00
Rural South Desktop Support Lane Adams Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000267925 Michele Gabb PC/Laptop Performance ZENworks for Desktops TIR Missed: No TIR: 0.00
Rural South Desktop Support Lane Adams Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000267967  Jill Marriott Application Error Novell GroupWise TIR Missed: Yes TIR: 1.79
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: Yes TTR: 8.1
INC000000268102  Craig Schaugaard Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Metro D North Desktop Support  Lori Hartzell Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000268128  Wayne Western PC/Laptop Performance None TIR Missed: No TIR: 0.30
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: Yes TTR: 6.59
INC000000268146  Vickie Southwick None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000268430 Wayne Western Telecom Voice Mail Telephone TIR Missed: No TIR: 0.30
Voice Operations Annette Nielsen Natural Resources Low Resolved TTR Missed: No  TTR: 0.78
INC000000268446  Tony Wood PC/Laptop Error None TIR Missed: Yes TIR: 3.56
Metro D Desktop Support Paul Gedge Natural Resources Low Resolved TTR Missed: No  TTR: 3.56
INC000000268503  Bill Lund Network Error None TIR Missed: No TIR: 0.70
Rural South Desktop Support Ryan Bennett Natural Resources Low Resolved TTR Missed: No  TTR: 0.70

Page 387 of 697



Enterprise Incident Report February 2011

|Natura| Resources I

As of 3/1/2011

INC000000268573 John Rogers Network Password Novell Client for 32-bit Windows TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000268595 Wayne Hedberg None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000268640  Mike Nelson PC/Laptop Hardware None TIR Missed: No TIR: 0.00
Rural South Desktop Support Doug Chaston Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000268670  Wayne Western Application Error Microsoft Windows XP Professic TIR Missed: No  TIR: 0.20
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 4.9
INC000000268681 Mike Styler PC/Laptop Error None TIR Missed: No TIR: 0.00
Metro D Desktop Support Paul Gedge Natural Resources Medium Resolved TTR Missed: No  TTR: 0.00
INC000000268692  Jamie Harsh None None None TIR Missed: No TIR: 0.61
Help Desk Sarah Johnson Natural Resources Low Resolved TTR Missed: No  TTR: 0.63
INC000000268716  Sherry Childers None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000268728 Bryan Christensen PC/Laptop Error None TIR Missed: Yes TIR: 2.32
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 475
INC000000268729 Bruce Miya PC/Laptop Error None TIR Missed: No TIR: 0.53
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 0.53
INC000000268737 Lisha Cordova PC/Laptop Error None TIR Missed: Yes TIR: 1.09
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 4.32
INC000000268821 Jamie Harsh Application None BlackBerry Configuration TIR Missed: No TIR: 0.00
Help Desk Eileen Dubach Natural Resources Low Resolved TTR Missed: No  TTR: 0.10
INC000000268995 Jo Ogea Print/Copy/Scan/Fax Error Code None TIR Missed: Yes TIR: 1.01
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 2.00
INC000000269012  Lucia Malin Mobile Devices Error BlackBerry Configuration TIR Missed: No TIR: 0.82
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 0.82
INC000000269023 Lucia Malin None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000269029  Vicki Unander PC/Laptop Error None TIR Missed: No TIR: 0.00
Help Desk Brenda Treadway Natural Resources Low Resolved TTR Missed: No  TTR: 0.18
INC000000269110 Rhianna Christopher PC/Laptop Error Microsoft Windows XP Professic TIR Missed: No  TIR: 0.39
Metro D Desktop Support Dustin Crump Natural Resources Medium Resolved TTR Missed: No TTR: 0.39
INC000000269530  Ann Evans Telecom Voice Mail None TIR Missed: No TIR: 0.12
Voice Operations Kelly Johnson Natural Resources Low Resolved TTR Missed: No  TTR: 0.17
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INC000000269540  Chris Crockett Network Error None TIR Missed: No TIR: 0.00
Rural Central Desktop Support Rod Montoya Natural Resources Low Resolved TTR Missed: No  TTR: 0.18
INC000000269543  Tonya Kieffer Application Error ZENworks for Desktops TIR Missed: No TIR: 0.00
Rural Central Desktop Support Rod Montoya Natural Resources Low Resolved TTR Missed: No  TTR: 0.13
INC000000269558 Ed Johnson Print/Copy/Scan/Fax None None TIR Missed: No TIR: 0.00
Rural Central Desktop Support Colin Bodkin Natural Resources Low Resolved TTR Missed: No  TTR: 0.10
INC000000269559 Rose Fedelleck Application Error Internet Explorer TIR Missed: No TIR: 0.00
Rural Central Desktop Support Colin Bodkin Natural Resources Low Resolved TTR Missed: No  TTR: 0.09
INC000000269561 Michelle Davis Application Error Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Rural Central Desktop Support Colin Bodkin Natural Resources Low Resolved TTR Missed: No  TTR: 0.04
INC000000269663  Cory Maylett None None None TIR Missed: No  TIR: 0.00
Metro D Hosting Benjamin Goodrich Natural Resources Medium Resolved TTR Missed: No  TTR: 1.64
INC000000269733  John Fairchild Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000269795 Lucia Malin Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000269804  Janet Utt Application Password None TIR Missed: Yes TIR: 1.31
Help Desk James Stearns Natural Resources Low Resolved TTR Missed: No  TTR: 1.31
INC000000269869 Brad Wolverton Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000269875 Holly Betteridge Network Password Novell Client for 32-bit Windows TIR Missed: No TIR: 0.00
Help Desk Brenda Treadway Natural Resources Low Resolved TTR Missed: No  TTR: 0.08
INC000000269926 Hollie Riddle PC/Laptop Performance None TIR Missed: No TIR: 0.88
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 1.54
INC000000269993 Ron Trogstad Network Password Novell Client for 32-bit Windows TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000270024  Ron Trogstad Application Password Novell GroupWise 32-bit Windo' TIR Missed: No  TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: No TTR: 0.00
INC000000270388  Val Bachman Application Reporting Novell GroupWise TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 0.52
INC000000270686  Paul Birdsey Application Error ZENworks for Desktops TIR Missed: No TIR: 0.00
Rural South Desktop Support Lane Adams Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000270711 Tyler Knudsen None None PGP TIR Missed: No TIR: 0.00
Rural Central Desktop Support Troy Morris Natural Resources Low Resolved TTR Missed: No  TTR: 0.05
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INC000000270716 Rose Fedelleck PC/Laptop Error Microsoft Windows XP Professic TIR Missed: No  TIR: 0.00
Rural Central Desktop Support Jay Barfuss Natural Resources Low Resolved TTR Missed: No  TTR: 0.09
INC000000270720  Frank Howe None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
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